ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
"= 


COMPLAINT INVESTIGATION FORA 
If there is an issue with more than one veferinarian pleasswue a 


separate Complaint Investigation Form for each veterinarian 
PLEASE PRINT OR TYPE 


FOR OFFICE USE ONLY 


Date Received: Nov ‘ (2, (2) Case Number: pe = 5h 


A. THIS COMPLAINT JS FILED AGAINST THE FOLLOWING: 
Name of Veterinarian/CVT: Dr. Heather A. Molander-McCrary, DVM 


City; Mesa State: AZ Zip Corde: 85209 
Telephone: (480) 358-6760 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAIN?*: 
Name: Cindy Panek-Kravitz 
Address. —— 


City: ——> State: 2 Zip Code: <—— 
Home Telephone: ___ Cell Telephone: ————— 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


C. PATIENT INFORMATION (1): 
Bella Rose 


Dachshund Labrador Retriever mix 


Name: 
Breéd/Species: 


Age: § Sex: F Color: Black 


PATIENT INFORMATION (2): 
Name? 
Breed/Species: 


Age: Sex: Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


Dr. Heather A. Molander-McCrary, DVM 

Regional Chief of Staff and Practicing Veterinarian 
Banfield Pet Hospital 

1858 S Signal Butte Road 

Mesa, AZ 85209 

480-358-6760 


E. WITNESS INFORMATION: 
Please provide the name, address and phone number of each witness that has 
direct knowledge regarding this case. 
Nurse Whitney and Dr. Browning, DVM 
eeniew be tlospiet 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
dAy dnd all medical records or information necessary to completé the 
investigation of this case. 


Signature: 


Date: 


F. ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel is relevant to the complaint. This 
portion must be either typewritten or clearly printed in ink. 


PLEASE SEE ATTACHED 


Rev 8.14.17 


Cindy Panck-Kravitz 


November 6, 2020 


Ms, Tracy Riendeau 

Arizona State Veterinary Medical Examining Board 
1740 West Adarris Street 

Phoenix, AZ 85007 


RE: Dr. Heather A. Molander-McCrary, DVM 
Regional Chief of Staff and Practicing Veterinarian 
Banfield Pet Hospital 
1858 S Signal Butte Road 
Mesa, AZ 85209 
480-358-6760 


Ms. Riendeau: 
i wish to begin by stating that a veterinarian physician takes a Veterinarian's Oath: 


Being admitted to the profession of veterinary medicine, I solemnly swear to use my 
scientific knowledge and skills for the benefit of society through the protection of animal 
health and welfare, the prevention and relief of animal suffering, the conservation of 
animal resources, the promotion of public health, and the advancement of medical 
knowledge. I will practice my profession conscientiously, with dignity, and in keeping 
with the principles of veterinary medical ethics. I accept as a lifelong obligation the 
continual improvement of my professional knowledge and competence. 


Complaint: Dr. Molander failed to behave with the level of care that someone of ordinary 
prudence would have exercised under the same circumstance. Dr. Molander’s unprofessional and 
non-compassionate behavior consisted of malfeasance actions in her omission of actions where 
she had a duty to act as a doctor to the profession of veterinary medicine to a Bella Rose who 
needed lifesaving epileptic medication. Dr. Molander chose to knowingly and wantonly withhold 
lifesaving medication EVEN AFTER learning Bella Rose had two seizures back to back on 
Saturday, September 20, 2020. This is a grossly careless and malicious disregard for the life, 
health, and safety of Bella Rose. Because of Dr. Molander’s actions, she caused psychological as 
well as emotional injury to my family. 


My dog’s name is Bella Rose. She is a six years old Dachshund Labrador Retriever mix. Bella 
began having seizures approximately two years ago. She has had treatment for her seizures at 
Banfield Hospital Apache Junction and VCA Animal Emergency Center of Arizona (1648 N 
Country Club Drive, Mesa, AZ (480) 898-0001), 


On Tuesday, September 15, 2020, Bella Rose ran out of her seizure medication called 
phenobarbital, which has to be given twice a day, 


Ofi Wednesday, September 16, 2020, iy hiisbaiid éalled Banfield Hospital Apache Function to 
get approval for another prescription. The nurse he spoke to (male) stated that Bella was fine 
when it came to her prescriptions. The male nurse stated Bella Rose had two prescriptions left, 
and he would call Bashas Grocery Store in Mesa, AZ, to let them know. Later in the day, my 
son, Kyle Panek-Kravitz, attempted to get the prescription from Bashas Grocery Store and could 
not do 36. He was told that the doctor from Banfield told him Bella would not be approved 
for any more prescriptions at this time, and our family needed to contact the pet’s veterinarian. 
My husband recontacted Banfield Hospital to be told that Bella would not be approved for the 
two prescriptions until she had an appointment because it was a year since she last was seen. 


On Thursday, September 17, 2020, at 15:37 hrs., Dr. Molander left a message on my phone 
stating, “I have been investigating her chart and realized it has been over a year since we have 
actually done a physical exam on Bella Rose. I cannot refill any medication by law without a 
physical exam, so if you would please call and schedule, we can get her current.” 


On Friday, September 18, 2020, my son Joshua Panek-Kravitz went into Banfield Hospital 
Apache Junction (1858 S Signal Butte Road, Mesa, AZ) to set up an appointment for Bella Rose 
and my other dog Marley. The next available date for Bella Rose was Friday, September 25, 
2020. He also scheduled their dental exams at thal time as well. The same day, Dr. Molander 
called and left a duplicate message stating the same thing that she did on September 17, 2020. 


On Saturday, September 19, 2020, Bella Rose had two back to back seizures in the evening. 
immediately, I called Banfield Hospital, but I had to leave a message because the hospital had 
just closed approximately 10 minutes before my calling. My message was clear and specific that 
I wanted a call back immediately for the next morning. 


On Sunday, September 20, 2020, I received no callback, nor did my son Joshua Panek-Kravitz 
from Banfield Hospital. One would believe that my son and myself would have received a call 
back from this hospital because it was an emergent life-threatening situation. Anyone who is in 
the medical field knows that low levels of Phenobarbital will bring upon seizures. Bella Rose had 
two back to back seizures, which is a red flag for more coming? How about status epilepticus? 
How about a stroke? How about brain damage? How about a heart attack? How about a 
combination of any of the above? How about DEATH! But no one attempted to call me or my 
son Joshua. 


Sometime in the afternoon of Sunday, September 20, 2020, I called Banfield Hospital Apache 
Junction. A female answered the phone. I asked why no one called me back regarding the frantic 
voiceinail that I left the night prior. I was placed on a brief hold. Dr. Molander came onto the 
phone to speak to me. Dr. Molander once again reiterated that she would not okay a prescription 
for Bella Rose until she was given an exam because it was illegal to do so since it has been a 
year since her last exam, I asked if we could get Bella an appointment today. Dr. Molander 
stated, “We don’t give emergency appointments! You can call around to the other Banfield's to 
séé if they have something available, but today is Sunday, and not many Batifield's are open 


today!” I asked about an appointment tomorrow. Dr. Molander told me that there are no sooner 
appointments than the one J received, J asked her, then what am J supposed to do in the 
meantime? J asked her if I could get at least four days of medicine to get Bella to our 
appointinent. Again, Dy. Molaiidet stated she Woiild pot dé that for imeé. I then stated to her, “If 
this was a human being who required lifesaving medication, would you deny the person his/her 
medication? Again, Dr. Molander stated she would not do that for me because it was illegal for 
you ‘want me to do then?” Dr. Molander said to start calling surrounding Banfield's to see if they 
could help me get a prescription or take my dog to the VCA Animal Emergency Center and get it 
through them. I then said, “So, you want me to spend 1000.00 to go to an emergency center for 
four days’ worth of medication when you could give me enough medicine to make it to the 
appointment. She said, “ha,” it wouldn’t cost a thousand dollars to get a prescription. I said okay, 
but it would be hundreds of dollars when you could prescribe a few days to get me to Friday. J 
told Dr. Molander I would even take 3 days. I told her I would take anything at this point! Dr. 
Molander again told me NO and repeated herself that she would not help me because it was 
illegal for her to do so. I told Dr. Molander, “So it doesn’t matter to you that my dog could die, 
have a stroke, or go into status epilepticus because you want to stand your ground?” I wanted to 
clarify that Dr, Molander was refusing to work with me in getting Bella her medication and an 
emergency appointment for today or tomorrow. Dr. Molander, once again, repeated herself. I 
then asked her for phone numbers of other Banfield's that would be open on Sunday since I live 
in Chicago, and my family lives in Arizona. She gave me one phone number. I had to ask her 
three times to give me a few other phone numbers just in case the one that she gave to me could 
not help me. She complied and gave me a total of three! 


I decided to call Banfield Hospital in Chandler, Arizona (2860 East Germann Road, Chander, 
AZ). 1 spoke to Nurse Whitney, who was appalled by what she was hearing. I was in tears at this 
point. Nurse Whitney put me on hold, and when she returned.... this nurse WENT BEYOND 
her call of duty. She made an appointment for Bella to be seen at their facility on Thursday, 
September 24, 2020. She began calling around to find a pharmacy that could get the medication 
to us that afternoon. She spent so much time and effort helping my family that I will never 
forget her human kindness! This is what medicine is about! This is what medicine should be 
about! 


On Monday, September 21, 2020, I called the Client Advocate Team (CAT) with Banfield 
Hospital and made a formal complaint against Dr. Molander. I asked if I had to make a written 
complaint as well. I dealt with Client Advocate Priscilla who stated that I did not have to make a 
formal written complaint as the complaint that I gave to her will serve as the formal complaint. 
She told me that I would be hearing back from the next level in 3-5 business days. 


On Thursday, September 24, 2020, Bella Rose was seen and treated by Banfield Hospital 
Chandler. We teceived TOP-NOTCH service by Nurse Whitney and Dr. Browning. 


On Friday, September 25, 2020, Dr. Hanson from Banfield Hospital Apache Junction left me a 
yoicemail stating she could not fill the phenobarbital prescription because she does not have the 
results for Bella’s phenobarbital level. Apparently, someone left her a message that Bella needed 
a phenobarbital prescription. I do not know why this doctor called me from Dr. Molander’s 


Banfield Hospital Apache Junction since we were now dealing with Banfield Hospital Chandler. 
The Chandler Facility was now treating Bella Rose, Unless Bashas Food Store had a question 
about the prescription sent by Dr. Browning from Banfield Hospital Chandler to Bashas Food 
Storé and they éalléd Batifield Hospital Apache Jiinetion sineé that Was the hospital in their 
records. So, I had to call Banfield Chandler to tell them it looks like Banfield Apache Junction 
Dr. Hanson was thwarting efforts to get Bella the medication that Banfield Chandler had already 
approved for her, I believe that it was on the orders of Dr. Molander that Dr. Hanson from 
Banfield Apache Junction disapproved the prescription that Bashas Food Store was calling 
about, which was placed by Dr. Browning from Chandler AZ. Needless to say, Banfield Hospital 
Chandler got Bella her medication on Friday, September 25, 2020, approved! 


On Wednesday, October 7, 2020, I still did not hear back from CAT (The phone number is 877- 
500-2288). So, I decided to call CAT for an update and find out why I have not received a phone 
call. I was told that their records state that the person that was handling my case made a notation 
that he/she “called multiple times on Monday, September 21, 2020, and on Tuesday, September 
22, 2020, with no answer by the client.” I informed the advocate that no one called me on either 
of those two days, and if they did call and make “multiple” calls to me as they wrote, why 
wouldn’t they leave me a voice message because I would have called them back immediately 
since I was waiting for a follow-up. I would have called sooner, but I wanted to be patient 
because everyone is short-staffed because of COVID. The advocate told me that she does not 
understand why no voice message was left either. I told her that I work five jobs, and I would 
have called back if I was left a message. She attempted to patch me through to the person(s) who 
have my complaint but was not successful, so she bumped it to an emergency call out to have 
this complaint handled. 


On Wednesday, October 7, 2020, at 11:41 hrs., I was surprised to receive a call from Dr. 
Molander. I inquired why she was calling me since she is the person, I was having the problem 
with. She told me she was calling me because of that reason. The 16-minute conversation rapidly 
deteriorated. Here are the highlights: 


e She made it clear that she has a right to protect her license, and she was not going to 
apologize or take responsibility for something she is right in doing. 

e asked her why then did she call me? I asked her what was the point of calling me—just 
to upset me and make the situation worse? She told me she called me because I placed a 
complaint against her, and she wanted to work towards a solution. She told me that she 
wants us to “agree to disagree” so we can move forward. She told me that she would 
“handle the front desk and my manager for their actions because you are entitled to a 
good experience with Banfield!” I made it clear that I had no issues with her staff or her 
manager: My complaint was 100% all her, and I do not understand her unprofessionalism 
as a doctor, Regional Chief of Staff, and Practicing Veterinarian for Banfield! 

e I felt exttemely uncomfortable speaking to her as she made me feel bullied and 
intimidated. 

e Dr. Molander stopped the conversation at three different points and stated, “I have a 
question for you, How is it right that you are a dog owner who doesn’t bring your pet in 
for their yearly physicals when you know your dog is on phenobarbital? You wouldn’t be 
having this problem if you weré a responsible dog owner to bring your dog in!” I was 


speechless! I told her what does this have to do with her unprofessional behavior of not 
being compassionate enough to help a dog that needed her medication when she knew we 
had an appointment in four days? How dare Dr. Molander attempt to flip this situation 
around to poitit the lack of responsibility aid professionalisi away froin herself, Who is 4 
doctor, Chief of Staff, and is held to a higher standard to “DO NO HARM! Dr. Molander 
literally stated, “No, I want you to answer my question!” and then proceeded to repeat 
herself two more times, bullying me, intimidating me, and guilting me! 

e Dr. Molander then tells me that everyone has been working so hard—tireless and very 
stressful hours—because of COVID. This was when I told her I am both an Emergency 
Room Nurse, and I also work the Chicago streets as a paramedic. I am in the trenches of 
COVID, and how dare Dr. Molander make me feel inferior to her. I am in the REAL 
trenches of COVID, and I still have compassion for all of my patients, and I have a sense 
of honor, compassion, and duty to them! 

« Itold Dr. Molander the only thing she had to do was apologize and accept responsibility 
in any way that she wanted to phrase it, and ] WOULD HAVE BEEN OKAY, and we 
could have moved on. She continued to repeat, “We will agree to disagree! We will agree 
to disagree!” She blatantly disregarded what I tried to tell her. 

e ended the conversation by telling her that I am not “agreeing to disagree,” so we can 
move on. I am going to take it to the next step. Dr. Molander stated, “The next step? And, 
what are “youuuu” going to do?” Meaning... she is a doctor with a reputation, and there 
isn’t anything that I (being a lowlife who doesn’t take care of her pets) could do that 
would make a difference against her—who is a doctor—employed by Banfield 

e Dr. Molander also made it explicitly clear to let me know that she is one of Banfield’s 
Regional Chief of Staff doctors who is in charge of multiple Banfields, so anything that I 
would do after this point would go right to her anyway. So, | couldn’t do anything against 
her in terms of a complaint because everything gets sent right to her! 

° It was at this point when J UNDERSTOOD why I did not get anyone from Banfield 
Corporate to reach out to me concerning my complaint. It was at this point whenI 
understood why my case (when I called CAT back) had the notation displayed “called 
multiple times on Monday, September 21, 2020, and on Tuesday, September 22, 2020, 
with no answer by the client.” Obviously, my complaint was given to Dr. Molander to 
handle since she is a Region Chief of Staff for Banfield. 


With this being said, Dr. Heather Molander failed to uphold her Veterinarian’s Oath to do no 
harm. We, as animal owners, spend billions of dollars each year on our pets. We spend more 
money on our pets than ourselves. Dr. Molander is not only a doctor, but she is a Chief of Staff 
for Banfield Hospitals, placing her to an even higher level of accountability. She is supposed to 
set an example for all veterinarians that she oversees. She is supposed to represent the standards 
of her practice. I am appalled by her level of unprofessionalism and reckless disregard when it 
comes to an innocent pet who could have had a stroke, suffered brain damage, had a heart attack, 
and or died. The emotional and psychological duress that she caused for my family, her violation 
of “do no harm,” her unprofessionalism, lack of disregard for life, bullying, intimidation, and 
guilting antics is inexcusable for a doctor of her level in society. 


Her personal bias clearly clouded her behavior and judgment when it came to the level of care 
that someone of ordinary prudence would have exercised under the same circumstance as a 
veterinarian in her profession. If Dr. Molander can do this to my family, what other families has 
shé doiié similar? I cannot Wap iy titid aroufid thé facet that Banfield Corporate would fot help 
me regarding my complaint against Dr. Molander. After my conversation with Dr. Molander, I 
immediately called Banfield’s Client Advocate Team (CAT) to document the phone 
conversation and that I wanted to escalate my complaint to someone in the corporate office, They 
failed to help me. I waited for a call back from Banfield Corporate, and I received no callback, so 
I called once again to find out the status, and they did not know why no one called me back. 
Then on October 20", Dr. Molander had one of her veterinarians, Madison, who is a Practice 
Manager “helping” Dr. Molander call me so she could “bridge the gap.” I did not call her back 
because nothing would have been done to rectify this problem since Madison works with and 
under Dr. Molander. Hence, this is why I am bringing this complaint to the board. 


| 


NOV 19 ape 
21-58, In Re: Heather Molander, DVM mal 
Narrative: Le OS 


Dear Arizona State Veterinary Medical Examining Board; 


| have included all the records we have on this pet in question. Bella Rose has been seen by 
one of our associate veterinarians since November 7, 2014. The reason | included all the 
records is to show our level of care and the responsibility we hold to the betterment of our clients 
and patients. The pet had been in at least twice yearly from 2014 until 2019. There was a delay 
in 2016 over 7 months that the pet hadn't been seen. We informed the owner that we need a 
current exam and we scheduled it. Consistently since this pet has been on medications we’ve 
refilled it regularly. The last time | had performed a physical exam was September 14,2019. The 
pet was brought in for a dental cleaning. So | don't know if she’s changed weight or developed 
any other problems since that visit. | had refilled the prescription repeatedly throughout that 
year. My associate veterinarian, Dr. Shannon Hansen refilled it on July 25,2020 with the express 
bolded information, MUST GET PHENOBARBITOL TESTING BEFORE REFILL. A staff 
member called and left a message that the client needed to call back to schedule the pet for an 
exam on August 4,2020. | personally phoned the client and was only able to leave a message 
on September 18,2020 that we needed to perform a physical exam at least yearly. Emily 
received a phone call from the owner that said she’d not received a phone call back from us. 
The pet had a seizure yesterday and the owner doesn't have any more medications. The owner 
wanted more pills until the appointment. Emily instructed her to try to get into another Banfield or 
at worst case scenario to go to Emergency Care. Emily gave her numbers of other Banfields as 
well as apologizing for the inability to get her in prior to 9/25/20 appointment. Emily placed her on 
the cancellation list as well. There was a message left at 7:23 pm 9/20/20 the owner was upset 
that her son’s pet wasn't seen nor medication’s refilled. Destiny faxed over phenobarbitol 
prescription to Banfield 1191 on 9/25/20. 


On October 7,2020 | phoned Cindy. She expressed her displeasure that | phoned her instead of 
another. Our Client Advocate Team (CAT) bumps the information from a client back to the local 
hospital as we understand what has been going on. Cindy started by personally attacking me 
and my compassion. There is one point that | didn't remember getting a message that was left 
on our machine. I'll definitely speak with the front staff about getting all messages. Cindy didn't 
like how the front staff handled the phone calls. Suggesting that she take her dog to the ER was 
unacceptable. They are not trained in medicine. The staff can only go by what information you 
are telling them. They are trained to suggest ER if it is severe and warranted. | expressed that 
we need to have more training in the front staff and | appreciate her bringing her concerns. Next 
Cindy expressed that she didn't like me leaving a message that | needed a physical exam of her 
pet prior to refills. | explained by our practice act that we are not allowed to continue to refill 
medications without physical examinations at least yearly but with chronic medications every 6 
months. After 12 months the Veterinary-Client-Patient relationship is no longer present. When | 
asked Cindy why she didn’t take advantage of her wellness plan that gives twice yearly visits. 
She got angry and hung up the phone. Later Cindy called back our CAT team. They notified us 


RECEIVED 


| 
| 


that there is still an issue. My interim Practice Manager, Madisson Casteel tried to call Cindy. 
She was only able to leave a message. Never spoke with Cindy. 


If you look at the history of the visits as well as the communications we have tried to 
communicate often and early about the upcoming need of an examination as well as laboratory 
items. Banfield notes have when things are due on every medical summary report. Banfield has 
an app that includes when vaccines and other items are due. We've left multiple messages. All 
of these points of contact went unheeded by this client. 

| respectfully submit this for review. Thank you for your time and consideration. 

Sincerely, 


Ueatlies ytanches 


Heather Molander,DVM, 


Douglas A. Ducey Victoria Whitmore 
- Governor - - Executive Director - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. Adams Street, Ste. 4600, Phoenix, Arizona 85007 
Phone (602) 364-I-PET (1738) gg FAX (602) 364-1039 


vetboard.az.gov 


INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: PM Investigative Committee: Adam Almaraz - Chair 
Amrit Rai, DVM 
Cameron Dow, DVM 
Brian Sidaway, DVM - Recused 


STAFF PRESENT: Tracy A. Riendeau, CVT - Investigations 
Marc Harris, Assistant Attorney General 


RE: Case: 21-58 
Complainant(s): Cindy Panek-Kravitz 
Respondent(s): Heather Molander, DVM (License: 3373} 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 11/6/20 Laws as Amended August 2018 
Committee Discussion: 5/4/21 (Lime Green); Rules as Revised 
Board IIR: 6/16/21 September 2013 (Yellow} 


On September 16, 2020, Complainant's husband called to get a Phenobarbital refill for 
their dog, “Bella Rose,” a 6-year-old Dachshund Labrador mix. The prescription refill was 
denied as the dog was due for an exam. An appointment was scheduled for September 25, 
2020. 

On September 19, 2020, Complainant reported the dog had two seizures and called 
Respondent the following day. Complainant requested a_ prescription of enough 
Phenobarbital to get the dog through until the appointment; Respondent declined. Since 
there were no appointments available sooner than her already scheduled appointment, 
Respondent suggested Complainant call around to other premises or take the dog to an 
emergency facility. 

Complainant reached another Banfield premises that was open. She was able to get a 
prescription of Phenobarbital to hold the dog over until the dog could be seen. The dog was 
seen by Dr. Browning on September 24, 2020. 


21-58, Heather Mojander, DVM 


Complainant was noticed and appeared telephonically. 
Respondent was noticed and appeared. 


The Committee reviewed medical records, testimony, and other documentation as described below: 


° Complainant(s) narrative: Cindy Panek-Kravitz 
e Respondent(s) narrative/medical record: Heather Molander, DVM 
® Consulting Veterinarian(s) narrative/medical records: Zoe Browning, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1. On September 16, 2020, Complainant's husband contacted Respondents premises to get 
a refill of Phenobarbital for the dog. He was advised that the dog still had two prescription 
refills available and a prescription refill would be called in to a pharmacy. When 
Complainant's son went to pick up the medication, he was advised that the refill had not 
been approved. When Complainant's husband called the premises back, he was advised 
that since it had been a year since the dog was seen, the dog would need to be examined 
before the medication could be refilled. 


2. On September 17, 2020, Respondent left a message with Complainant explaining that they 
could not refill the prescription until the dog was examined. 


3. Respondent stated in her narrative that she had not seen the dog since September 14, 2019 
and did not know if there were any changes to the dog since that time. Additionally, there 
was an entry in the medical record from her associate on July 25, 2020, that a Phenobarbital 
test was needed before the next refill. Attempts were made to contact the pet owners to let 
them know that the dog would need to be examined prior to the next prescription refill. 


4. On September 18, 2020, Complainant's son went to the premises and scheduled an 
appointment for the dog. The earliest appointment was September 25, 2020. 


5. On Saturday, September 19, 2020, that evening, the dog had two seizures. Complainant 
called and left a message for Respondent requesting she call her back the next day. 


6. On Sunday, September 20, 2020, Complainant called the premises that afternoon since she 
had not received a return call from the previous evening. She asked staff why she did not 
receive a call back — according to Complainant, Respondent got on the phone and again 
advised that she could not refill the Phenobarbital, stating it was illegal to do so since it had 
been a year since the dog was seen. 


7. Complainant asked if she could see the dog that day, Respondent explained that they do 
not see emergency appointments and Complainant could call around to other Banfield’s to 
see if anything was available. Complainant asked if there was an appointment available the 
next day, Monday; Respondent advised that there were no other appointments available until 
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21-58, Heather Molander, DVM 


her already scheduled appointment. According to Respondent's narrative, Complainant was 
speaking to staff member, Emily, who put Complainant on a cancelation list, apologized for 
not having an appointment sooner, and gave Complainant phone numbers to other 
Banfield’s. 


8. That day, Complainant called Banfield in Chandler. She explained that her dog had two 
seizures and requested enough Phenobarbital to get her through until the dog could be seen. 
The request was approved and a prescription of Phenobarbital was called into a pharmacy 
for Complainant. An appointment was scheduled for September 24, 2020. 


9. On September 24, 2020, Dr. Browning saw the dog and performed blood work. When the 
results were received on the Phenobarbital levels, they were reported to the pet owner, and 
6 refills were called into the pharmacy. 


10. Afterwards, there were several phone calls between Respondent and Complainant 
attempting to resolve the issue without success. 


COMMITTEE DISCUSSION: 


The Committee discussed that they Understood Complainant’s point of view. However, 
Complainant was aware that a Phenobarbital level was needed before the next refill. She did 
find a veterinarian to fill the prescription until the dog could be seen. 


Pet owners are responsible for the care of their pets, however life happens. Front office staff 
may be partly responsible for the lack of communication. It was interesting that there were 


many communication issues with Respondent's premises, but there were no issues with the 
subsequent premises that helped Complainant. 


The Committee commented that since the prescription was a controlled substance, 
Respondent had a right to be more cautious. Typically an appointment is made and a 
prescription is written to hold the pet owner over until they can get to the appointment and 
blood results are back. In this case, no harm came to the dog, and they eventually received 
the needed medication. 

COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 

The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 


Motion: It was moved and seconded the Board: 


Dismiss this issue with no violation. 
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21-58, Heather Molander, DVM 


Vote: The motion was approved with a vote of 3 to 1, with Dr. Sidaway recused. 
The information contained in this report was obtained from the case file, which includes the 


complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sources used to gather information for the investigation. 


TR 


Tracy A. Riendeau, CVT 
Investigative Division 
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